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SECTION 20 - SERVICE LEVEL STANDARDS 


Mossel Bay Municipality (WC043) - Schedule of Service Delivery Standards 

Description 

Standard 

Solid Wasto Removal 

Premise basod removal (Residential Frequency) 

Premise bated remove! (Business Frequency) 

Bulk Removol (Frequency) 

Remove Begs provided{ Yes/No) 

Ga'don ret use removal Included (Yes/No) 

Sheet C!oanmg Frequency in CBD 

Street Cleaning Frequency in areas ox;ludmg COD 

How coon am public e'cos cleaned aftar events (24hour5M6hoursriorK>er) 

Clearing of Illegal dumping (24hr>ursM0houra.nonge0 
Recycling or environmental!/ friendly pract>cos(Ye6/No) 

Licenced landfill sile(Yo5'No) 


I Depend ng c r. business arrangements 3 mmim-m and 8 narrj 


Water Qualify rating (Biua'Green’Brown/NO drop) 

Is free water evailabk. lo all? (All/only kj the indigent consumers) 

Frequency of meter reeding? {per month, per yonr) 

Are estimated consumption calculated on actual consumption over (two month s/lh-ee month s/longe: period) 

On ..mago fo. hoy. tong dcof. Ihe municipality use estimates beice reverting beck to »ctu»l reading*? (months) 

Duration I hours ) bo'oru availability o t water In rustur.d In cases ol service interruption fcomplete the sub questions) 
One service connect-on effected (number of hours) 

Up to 5 servee connection affected {number of hours) 

Up lo 20 service connection affected {number of hours) 

Feeder pipe larger than 600mm {number of hours) 

Whet is tne ever ego minimum water fow in your municipality? 

Do you practice any environments! or scarce resource protection activities os pod of your operations? (Yes/No) 

How long does il ta»>© lo replaco faulty water meters? (days) 

Do you have a cathodic protection syciem in place that is operational at this stage’ (Yes/No) 


Ma» 3 McnPis 

Actual readings ft always ta*er 
*-o<ne$ where no corvsumptcn is 
oMfl'Wd dunng holiday season 


b montniy bays except in cases of noftdny 
0 for long periods a~i ectus! reod rigs can onY bel 


Approximately 20 MVoay 

Yes (Compliance to the SANS 241) 

1-7 days atier becoming aware ot the faulty » 


Electricity Service 

What is your electricity availability percentage on avorage por month? 

Do you' municipality have a apple control in piece ItlBl Is opeielionai? (Vos/No) 

How much do you oil, mole is mo cos! saving In utitong Ihe tipple conlro! syslom? 

Who! is ihe frequency ol motors being reed? (pe. month per year) 

Are estimated consumption calculoted at consumption over (two month’sfthroe monlh'sflonget period) 

On eveioge foi how long dees the municipeBly use estimates bolore reverting beck to actual readings? (months) 

Duration before availability ol electricity Is restored in cases ol breakages (immedietoly/one doy.'two days/tonger) 

Aro accounts normally calculated on actual readings? (Yosfno) 

Co you practice any environmental or sca'ce resource protection octivit.es es pert of vouf operations? (Yes/No) 

How long does il take lo replace faulty motets? (days) 

Do you hove a ptan lo prevent Itlogal connections and prevention of electricity theft? (Yes'No) 

How effective »9 I ho or lion plan in curbing line losses? (Good/Bad) 

Mow s oco does the municipality pfov do a quotation lo a cuslomor upon a written requust? (day*) 

HOW long does Ihe municipality takes to provide electricity service where aidslmg rnfraslructuia cen be used’ (working days) 

HOW long does Ihe municipality lakes to provide electricity service lor low voltage use's where network e.tension is not required? 
(working days) ... 

How long does the municipality takas lo provide electricity service fo! high voltage users where network astension Is not requuod? 
{working days) 


68.92 (Average tor 3 months) 


Sowurapc Sorvice 

Aro your purification system effoctivc enough to put water beck in to the system offer purification? 

To wnef extend do you subsidize your indigent consumers? 

How long does II take to restore storage breakages on nverogo 
Severe overflow? (hours) 

Sewor blocked pipes. Large pipes? (Hours) 

Sewer blocked pipes Small pipes? (Hours) 

Spillage clean-up? (hours) 

Replacement of manhole cover?.’ (Hours) 

Rond Infrastructure Services 

Time uikon to repair a stogie pothole on a moioi road? (Hours) 

Time taken lo repair a single pothole on a minor rood? (Hours) 

Time tokon lo repair s rood following an open trench service crossing? (Mourn) 

Time taken to repair walkways? (Hours) 

Property valuations 

how long doos it take on average from completion to the first account be ng issued? (one month'ihre© montfur or longer) 
Do you have any specie rating properties? (Vos'No) 


i Wcomog aware o' the misvybrcken menhe-e c 
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Description 


Standard 


Service Level 


Financial Management 


Is mere any change in [he situation of unauthorised and 
Are the financial statement outsources? (Yes'fio) 

Ate there Council adopted business 


wasteful expenditure over lime? (Decrease/increase) 


No! app' cable 


process structuring the flow and management of documentation feeding to Trial Balance? 
How long does il lake tor a Tax Invoice lo be paid from the date it has been received? 

yelT^u'emen’Tp^? ^ Un " " 3 a " depar,menlal *■* •*» 3"™% including tor the next two to three 


Administration 

Reaction time on enquiries and requests? 


90* within the prescribed service levels, service level days vary, 

S verbal complaints are logged onlo the system and 93% of the complaints are 
resolved within tie prescribed service level days 
93% within 10 working days. 

90% within the prescribed service level days 
0 06 

Unknown, haven't got a system in place to monitor il 
Yes 

Ns, there is no! a reduction because presently all reqveslitemplainls are register 
which was no! Inc case In previous years. 

Yi ak in customers, the same day, if a 1 ! Ine relevant information is supplied 
1 here is no schedules dates tor review processes Ic: de'ays Oe.ays. K aid when 
do occur, are handled and rescued immediately lo avoid a repeal 


I ime to respond to a verbal customer enquiry or request? (working days) 

Time to respond to a written Customer enquiry or request? (working days) 
Time to resolve a customer enquiry or request? (working days) 

What percentage of calls are not answered? (5% . 1 0% or more) 

How long does it take to respond to voice mails? (hours) 

Does Ihe municipality have control over locked enquiries? (Yes/No) 

is triere a reduction In the number of complaints or not? (Yes/No) 

How tang does In lake to open an account to a new customer? (1 day/ 2 days/ 
How many times does SCM Unit. CFO's Unit and Technical unit sil to review a, 
monthly management meetings? 


Community safety and licensing services 
How long does il take to register a vehicle? (minutes) 

How tong does It lake to renew a vehicle license? (minutes) 

How tong does il take to Issue a duplicate registration certificate vehicle? (minules) 
How long does It take to de-register a vehicle? (minutes) 

How long does it take to renew a drivers license? (minutes) 

What is the average reaction time of the fire service to 


8 minutes 
8 minules 
10 minutes 
5 minutes 
10 minutes 

In accordance with SANS 10090 Community Protection agaris Fire . 16 minutes for 
fie dassifcatton of the municipality 


incident? (minutes) 


I What is the average reaction time of the ambulance 


service lo an inerdent In the urban area? (minutes) 
service to an incident in the rura' area? (minutes) 


T he mmidpaity dees not have 


ambulance service II is operated ty Provnci* EM; 


What is the average reaction time ol the ambulance 


ihe muniopalty docs not have 


ambulance seniue II is operated by Provincial EMS1 


Economic development 


Beehves. An & Crafts Stalls. Poultry Value Chain Project, Good Shed, SN 
Development 

Foutfy Value Chan Project.SMME Development and TraHing.Recycfng 
Programme, Youth Cafe.NYDA Training and Development. Tourism Buddy 
Project, Mossel Bay Development Forum .Red Tap- Reduction Issues are 
addressed . Women and Disabled Persons in Enlrep-eneurship, Youth m 
Entrep-eneursh.p.Worm Farms and Food Secunfy Projeas . Expanded Fu 
Programme 

60-60% 


many economrc development projects does the municipality drive? 


How many economic development programme 
economic growth projects? 

Wriat percentage ol the projects have created 


are Deemed lo be catalytic In creating an enabling environment to unlock key 


sustainable job security? 

I Does the municipality have any incentive plans in place lo create an conducive 


environment for economic development? (Yes/No) 


Building control 
Approval ot Building Plans 


Apo-ova' within 3 days ot complete submisaons 


Other Service delivery and communication 
is a information package handed lo the 


new customer? (Yes/No) 

iDoes the municipality have training or information sessions to inform the 
Are customers treated 


Yes ( Public Meebngs on IDP and Budge! Ccnsuitafcir. aid Ward Councillor 
Repcribach meetings. 


community? (Yes/hio) 


a professional and humanly manner? (Yes/No) 



